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CONSUMER AFFAIRS

Jdentify and respond to the needs and concerns of our eiderfy,
aritical care and disabied customers ~ eadly notification s key




CUSTOMER ASSISTANCE PLAN
You have to fef us know!

't SCE as soon as problem is identified --
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DISASTER RESPONSE




Current Interim Frocess

 Status updete provided to CA for further follow-up, if necessary

DOC notifies CA of outages anticipated to be 12+ hours and
provides list of MBL customers affectad

CA calls MBEL customers

CA provides MSD with st of customers who could not be
reached by phone

M50 fiekd employees dispatched to customer homes to notify
them of extended outage

Future

Process

Outage Cs |AOC) system contacts all
MBL customers through preferred contact methed
If comtact by ADC unsuccessful, personal calls made by CA
and/or CCO (depending on volume)
1 no contact made, MSO field employees dispatched
Status update provided to CA for further follow-up, If necessary

Ongoing relationship +
building, partnership =
opportunities & -
preparation L3
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Hartner with such s Regional Centers and
collaboratives to tammunicate with service providers and clients
Develop and grow relationships

Estabilish process

Aeyerse 911 capabifities

Cang worker visis

Partnet with Red Cross voluntesrs 1o belp beild relationships snd
emphasize preparedness

PARTNERSHIPS & OPPORTUNITIES
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